‘; APU)‘KW C (bMHchaM“ eawnchuHancel.pd

company

Consumer Information and Advice in Digital Financial
Services

In the UK
]l slstejBdlIlsj dzt ME sy ddaW sted3d tet
omw Jtey AdWtttser o WJddOdiise r -

Moscow, October 2018

Consumer Information and Advice in Digital Financial Services in the UK 1
Tamara Lordkipanidze



l;ﬂ Apuyxu ¢ dpuHaHCaIMK

167 * T 'Ee o c “hte hmt o e ™

(g

Access to financial services

IS recognised globally as important to financial
stability and the

integrity of markets 0 GPFI

Global Partnership
for Financial Inclusion
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Y published in 2016
o GPFI High Level Principles for

bl e Digital Financial Inclusion (HLPs)

for Financial Inclusion
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Principle 1. Promote a Digital Approach to Financial Inclusion
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High Level Principles for Digital Financial
Inclusion (HLPs) continued

Principle 4. Expand the Digital Financial Services Infrastructure Ecosystem
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The paper analysed issues of financial services P °

with five major social and technological trends: € _ 0 Hm m C— on o<
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A digital transformation, especially in banking; n ) ¥ *

A compliance and crime prevention, in the form ¢ < mt xceomt . o
of the anti-money laundering and know-your- * o h 'E* m 0%l a e
customer regulations; " . . : )

A automated processes in the credit market; 3. - toa t . N ch ho OH

A increasingly segmented markets for h " t e o a h e
insurance; P '

A and how policies to tackle problems 4. h - % t . < m PR a
associated with an ageing population impact mt h ™ 5o ¥ e YT
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the UK (Occasional Papers in financial regulation)
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Some examples of the problems include:

U poor internet access in rural areas of the UK ¢ a 20 e(oyd 9 8 6
Obsqgqdbqs 3d3dHywaubE® Yc¢

U lack of basic digital skillslimitso s de s das 3 Yq ¢€FEf 23
bEIgeod

U not having a passport or a driving licence or permanent address to
open bank account and gaining accesstocreditb gV¥rpo g b Y q
Qoevopnqla¥3dgcodosoybboj o EQqQdqdE day 95
d3go9F Y e600d93qb¥Yy QqodoosscF © ®©dqQdYos

U pooraccess to insurance for elderly and
BANK TRANSFER disabled or who have experienced serious
llness. 1 JHsMiskz tpsiBB®E 58 Odzd ¢
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Internet access i households and individuals In

In 2016, 89% of households in Great Britain 2016

Great Britain (23.7 million) had an
Internet connection in comparisog =, .
with 86% in 2015 and 57% in 2096
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Internet banking
undertaken by 60%
of adults in 2016,
doubled since 2007
from 30%
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Internet activities by year

® 5007 ® 2015 ® 2016
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Using services related to
travel or travel related
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Telephoning or making
video calls over the
internet via a webcam
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over the internet
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Internet activities by age group in 2016
Adults aged 25 to 34 reported
the highest level of use in some
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Access to financial services is fundamental for
participation in somety
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Digital financial services with affordable and convenient ways t«

save, make payments, access credit and other financial produc
are essential to reducing the gaps in financiatlusion(FCA).
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In 2018 Lloyds Banking Group and the Tech Partnership definedfive
categories of skills needed to safely benefit, participate in and

contri bute tto todawoodd and ffutureo
A CommunicatingOo nnabYe FE3 YU

A Handling information and content | ¢ d Z¢ 0 9 e F

YboaodoDE3YY
- ] Vs eabme 1ECH
A Transacting 3 £ d 9 ¥ q ' fH PARTRERSHIP

A Problem Solvingt qe qb¥Yq edo¢gadno
A Being safe and legalonlineo d s EJ3 B Z&dry ¢ q b b

The Essential Digital Skills ~ Framework E'A%i?ﬁcslk
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The research shoed that
A 4.3 million people (8%) in the UK with zero Basic Dlgltal &kills

this is 470,000 fewer people than in 2057~ o 2 | o oe”
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A 11.3 m|II|on adults (21%) do not have all five Basic Digital. SKi)

a o e ” "h om 7. 9 OHM:>0 € <

C ‘ h o R e ™ -0 )] )

Theproportion of UK citizens withthe full five skills

A 43% (23.2 million) of the UK are not able to create something new: from eX|st|ng
online images, music or videno:’s O H O X H Uie a v~ it "mjo "
t o e o 0 : mx"'_mt)*h’o @oez ~a x e
A 24% (13 m|II|on) of the UK are not able to verify the sources of information found
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A 16% (8.é miIIioﬁ) of the UK are not able to fill out an online application @i
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key problems Oavr3qlmaoZaqnoyg

A Move to online can mean that Ao h™e o  .eeon Y
consumers with poor digital coth TpteTen0, e,
literacy or limited internet access ,hMteoteomt 'EQ 70
have increasingly limited choice omtxeoa o mertx ohte

A Customers with disabilities can P 92 0" hi;m S e
struggle to access banking Aot ot e m <*e ©
services that increasingly rely on Lo ao s emmtiya T Ob
technology or automated ¢ h . a0, TToem tox an”
systems xm x T a R

A Customers in rural areas may A .o gtm. Em_°o, &
face long and/or costly journeys J t xce
to visit branches Te_0o 0
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Lloyds Bank UK Positive trends

Consumer Digital

Benchmarking the digital and financial capability of people in

research of 2018 showed a great improvement in both financial and
digital inclusion figures; 190,000 more people have a bank account
and 470,000 have gained new digital skills (Lloyds Bank UK Consumer
Digital Index 2018)
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Citizens Advice jointly

c " ht™”aoet x b
hosted Roundtable h“.eo:eoc— < co 7
23 May 2018
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focused on the challenges and h = - gt hyo o
opportunities for vulnerable consumers o m e 0 _eoay
In relation to data and digital market
developments, mainly: Ax vy ~ a. co
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o e 7% e .
vulnerable consumers ﬁc e Ct
ensuring markets can be trusted homt ~ T e h oo

online and digital markets

supporting economic growth and
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